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If you have any questions, issues or requests, please go to the

CVMS Help Desk Portal* at https://ncgov.servicenowservices.com/csm_vaccine

You can also call the COVID-19 Vaccine Provider Help Center at (877) 873-6247 and select option 1. 

The COVID-19 Vaccine Provider Help Center is available during the following hours:

Monday – Friday: 7:00 AM – 7:00 PM ET

Saturday – Sunday: 10:00 AM – 6:00 PM ET

* On the home page of the CVMS Help Desk Portal, select the "Vaccine Provider" option to submit your question, issue, or request.
Providers that are first time users of the CVMS Help Desk Portal will have to follow the steps below:

1. Register for an account on the portal by clicking 'Register' in the top right-hand corner
2. Populate your first name, last name, business e-mail, and your registration code

NOTE: The registration code is your Provider PIN (i.e., NCA650001), which can be found on the packing lists received with your Vaccines For Children
shipments, or in the top right-hand corner of a wasted / expired report generated from the North Carolina Immunization Registry (please add “NCA” to
the front of the six-digit PIN#)
For providers who are not enrolled or may not have a Provider PIN, you may use the following generic Provider PIN to register: VAC2021

3. You will receive an e-mail with your username and temporary password to log into the portal

https://ncgov.servicenowservices.com/csm_vaccine
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Overview
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For the locations that enabled the scheduling feature in CVMS, users will 
be able to complete the following tasks: 

1. Checking-in recipients who have scheduled appointments (or have had 
appointments scheduled for them)

2. Scheduling first and second dose appointments

3. Searching for appointments

4. Canceling appointments 

The processes included in this training are for the users with Healthcare 
Provider and Healthcare Location Manager profiles.

You will also need to:
• Use the latest version of Chrome, Edge Chromium, Firefox, or 

Safari browsers. Internet Explorer or Edge (non-Chromium) browsers 
are not supported.

• Log into the CVMS Provider Portal at https://covid-vaccine-provider-
portal.ncdhhs.gov using your NCID username and password.

Now, let’s get started!

Overview

https://covid-vaccine-provider-portal.ncdhhs.gov/
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Instructions for Locations that enabled the Scheduling 
Feature in CVMS

For information on how to activate the scheduling feature in CVMS, please refer to the user guide 
“CVMS Provider Portal Manage Appointment Scheduling User Guide” at 
https://covid19.ncdhhs.gov/cvms-provider-portal-manage-appointment-scheduling-user-guide/download

https://covid19.ncdhhs.gov/cvms-provider-portal-manage-appointment-scheduling-user-guide/download
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Check-In Recipients for Vaccine Administration
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Method 1: Begin Vaccine Administration through Today’s Appointments 

There are three methods to begin the VACCINE ADMINISTRATION process. 

The provider who will administer the COVID-19 vaccine can select the Recipient under TODAY’S 
APPOINTMENTS on the HOME PAGE which will begin the VACCINE ADMINISTRATION process.

1. Click on the RECIPIENT’S NAME to begin the Vaccine Administration

2. Begin VACCINE ADMINISTRATION

Audience

Healthcare 
Provider

Healthcare 
Location Manager
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Method 2: Enter the Appointment Confirmation Number

Alternatively, you can begin the VACCINE ADMINISTRATION PROCESS by entering the Recipient’s 
APPOINTMENT CONFIRMATION NUMBER that they received after scheduling their appointment online 
using the scheduling feature in CVMS.

1. Enter the APPOINTMENT CONFIRMATION NUMBER under the Recipient Check In tool

2. Click GO to begin the VACCINE ADMINISTRATION

Audience

Healthcare 
Provider

Healthcare 
Location Manager
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Method 3: Check In the Recipient in the Appointment Tab

Lastly, the VACCINE ADMINISTRATION process can begin from the APPOINTMENTS TAB.

1. Navigate to the APPOINTMENTS TAB

2. Find the CORRECT APPOINTMENT BOOKING for the Recipient you would like to begin the Vaccine 
Administration for

3. Click the drop-down arrow to the right of their name

4. Select CHECK IN to begin VACCINE ADMINISTRATION

Audience

Healthcare 
Provider

Healthcare 
Location Manager
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Schedule a First Dose Appointment 
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Step 1 of 8: Search for the Recipient Record

As a provider, you can schedule a first dose appointment using the scheduling feature in CVMS. To do so, you 
must first confirm that the recipient is registered in CVMS. 

Once confirmed, you can begin the scheduling process from the CVMS Provider Portal.  

1. To begin, click the RECIPIENT tab

2. SEARCH FOR THE RECIPIENT with their name and/or date of birth

3. Confirm their Recipient Dose Status is REGISTERED

4. If the recipient is registered, open the recipient record

Audience

Healthcare 
Provider

Healthcare 
Location Manager

Tips

For guidance on how to 
confirm if a recipient is 
registered in CVMS (and 
how to register them if 
they are not), please 
reference the CVMS 
Provider Portal Point of 
Care User Guide at 
https://covid19.ncdhhs.go
v/cvms-provider-portal-
recipient-point-care-user-
guide-2/download.

https://covid19.ncdhhs.gov/cvms-provider-portal-recipient-point-care-user-guide-2/download
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Step 2 of 8: Begin Scheduling the First Dose Appointment

Once you confirm that you opened the correct Recipient record, make sure that the recipient’s preferred 
method of contact is up to date, or the recipient will not receive an appointment confirmation notification. 

1. Click the SCHEDULE FIRST DOSE APPOINTMENT button in the upper right corner

Audience

Healthcare 
Provider

Healthcare 
Location Manager
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Step 3 of 8: Click Schedule First Dose

Continue into the scheduling feature in CVMS by clicking, Schedule First Dose. Audience

Healthcare 
Provider

Healthcare 
Location Manager
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Step 4 of 8: Search for Location and click, See Availability 

A new tab will open and direct you to select a location.  

1. Search using an ADDRESS OR ZIP CODE

2. Select a location and click SEE AVAILIBITY  

Audience

Healthcare 
Provider

Healthcare 
Location Manager
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Step 5 of 8: Select an Appointment Date and Time

You will be prompted to select a date and time for the selected location. Only days with available 
appointments will appear enabled on the calendar. 

1. Select an AVAILABLE DATE

2. Select an AVAILABLE APPOINTMENT TIME

Audience

Healthcare 
Provider

Healthcare 
Location Manager

Tips

If you need to change the 
location of the 
appointment, click the 
Change button at the top 
of the page. 
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Step 6 of 8: Confirm Appointment Details 

Review the appointment details before moving forward. If you need to select a new date and time, you can 
click the X button to select a new appointment for the same location. 

1. Click CONTINUE

Audience

Healthcare 
Provider

Healthcare 
Location Manager

Tips

If you need to change the 
location of the 
appointment, this is the 
last page where you will 
be able to do so. 

Click the Change button at 
the top of the page. 



18

Step 7 of 8: Click Complete Appointment 

The recipient’s details are already saved from their registration. 

1. Scroll down, click COMPLETE APPOINTMENT

Audience

Healthcare 
Provider

Healthcare 
Location Manager



19

Step 8 of 8: Review Appointment Confirmation

Once the appointment is complete, the recipient will receive an appointment confirmation via email and / or 
text/SMS if they provided contact information. It is important that the recipient note their appointment 
confirmation code and details if they did not provide a preferred method of contact.

1. Review the APPOINTMENT CONFIRMATION details 

Audience

Healthcare 
Provider

Healthcare 
Location Manager

Tips

Recipients will receive an 
appointment confirmation  
to the email address and / 
or phone number 
provided with their 
confirmation code and 
instructions (screenshot 
on the right). 

If they did not select a 
preferred method of 
contact, they should make 
note of their appointment 
details. 
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Schedule a Second Dose Appointment 
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Method 1 - Step 1 of 3: Book Second Dose at Time of First Dose Administration

If a RECIPIENT used the scheduling feature in CVMS to book their first appointment and received a vaccine 
product that requires a second dose, the final page of the VACCINE ADMINISTRATION process will display a 
button labeled BOOK SECOND DOSE.  

Note, second dose appointments use the same AVAILABILITY SCHEDULE as first dose appointments

1. To begin, click the BOOK SECOND DOSE button

Audience

Healthcare 
Provider

Healthcare 
Location Manager

Tips

Healthcare Providers will 
only see this option for 
Recipients who booked 
their first dose 
appointment through the 
scheduling feature in 
CVMS.
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Method 2 - Step 1 of 3: Book Second Dose After First Dose Administration

You may choose to book a second dose appointment after first dose vaccine administration.

1. To begin, navigate to the LOCATIONS tab

2. Find the DOSE 1 ADMINISTERED appointment

3. Open the menu and click SCHEDULE SECOND DOSE

Audience

Healthcare 
Provider

Healthcare 
Location Manager

Tips

Schedule the SECOND 
DOSE APPOINTMENT
while the recipient is on-
site to confirm that you 
have availability at the 
planned appointment 
time.

CVMS will prevent you 
from scheduling a second 
dose appointment if the 
appointment has already 
been created or the 
recipient is listed as 
receiving a one dose 
vaccine product.
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Step 2 of 3: Select a Date and Time

The scheduling feature in CVMS will appear in a new tab and will default to the same location as the first
dose appointment. If the recipient needs to change the location, the new provider location must book the
appointment for the recipient. For single-dose vaccines, second dose appointments will not be permitted.

1. Select a date for the second dose

NOTE: The first available date for a second dose is based upon the product the recipient received for their
first dose (21 days or 28 days). For example, if a recipient was vaccinated with Pfizer with a recommended
21-day interval for their second dose, the earliest possible appointment for their second dose would be 21
days after their first dose. However, the recipient should be scheduled as close to the recommended interval
as possible.

2. Select an available time slot for the second dose

Audience

Healthcare 
Provider

Healthcare 
Location Manager

Tips

You will not be able to 
schedule an appointment 
too early. The scheduling 
feature in CVMS will show 
you the correct timeline 
for the vaccine your 
recipient received. 
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Step 3 of 3: Confirm Appointment

Now, you will complete the 2nd dose appointment booking.

1. Click COMPLETE APPOINTMENT

2. Review the details of the scheduled appointment

3. The recipient will only receive a reminder notification if they provided an email and/or phone number 
and agreed to reminders when they scheduled their 1st dose appointment

Audience

Healthcare 
Provider

Healthcare 
Location Manager

Tips

You will not be able to change 
the location of the 
appointment through the 
appointment confirmation 
email. 

You must cancel the 
appointment and the new 
location must schedule the 
appointment for the recipient.

The confirmation code for the 
2nd dose appointment is the 
same as the confirmation code 
for the 1st dose appointment. 

v
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Search Scheduled Appointments
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Step 1 of 5: Navigate to Appointments Tab

Periodically, you may want to verify how many appointments have been scheduled for a specific day or 
period. Searching for upcoming appointments can be done from the Appointments Tab. 

1. To begin, navigate to the APPOINTMENTS tab.

Audience

Healthcare 
Provider

Healthcare 
Location Manager
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Step 2 of 5: Review and Plan Appointments for the Day

You will first need to enter a date range. 

1. Enter the specific dates in the two fields FROM and TO

2. Click SEARCH

Audience

Healthcare 
Provider

Healthcare 
Location Manager

Tips

The number of appointments 
will show at the top left of the 
page.
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Step 3 of 5: Search by Name, Location, or Vaccine Status 

In the SEARCH APPOINTMENT field, you can search including recipient name, location name, or vaccine 
status. If multiple locations are available, you can enter the location name. Vaccine statuses include “Dose 
1 Scheduled,” “Dose 1 Administered,” “Dose 2 Scheduled,” and “Dose 2 Administered.”

1. Enter the keyword in the SEARCH APPOINTMENTS field

2. Click SEARCH

3. Click RESET to restore the standard view

Audience

Healthcare 
Provider

Healthcare 
Location Manager
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Step 4 of 5: Search by Using Recipient’s Confirmation Number

For locations that enable the scheduling feature in CVMS, recipients that book an appointment will be sent a 
unique confirmation code for their appointment. You can search for a specific recipient’s appointment using 
this confirmation code. 

1. Enter the confirmation code in the field labeled SEARCH CONFIRMATION NUMBER
2. Click SEARCH

Audience

Healthcare 
Provider

Healthcare 
Location Manager
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Step 5 of 5: Search by Appointment Status

Another helpful view is Appointment Status over to the right. Options include:
• New – recipients with an upcoming appointments
• Closed – scheduled recipients that completed their appointment
• Canceled – appointment canceled either by the recipient or by the provider

1. Select a STATUS
2. Click Search

Audience

Healthcare 
Provider

Healthcare 
Location Manager

Tips

Search using the NEW status 
filter to quickly see which 
appointments were booked 
overnight.

Recipients can cancel their 
appointment directly in the 
scheduling feature in CVMS 
through a link included in the 
confirmation email or the text 
message.
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Cancel Appointments
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Step 1 of 5: Navigate to Appointments Tab

If a scheduled appointment needs to be cancelled, you can cancel it and notify the recipient of the reason 
for cancellation. 

NOTE: To begin, navigate to the APPOINTMENTS tab

Audience

Healthcare 
Provider

Healthcare 
Location Manager
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Step 2 of 5: Search for the Recipient by Name, Appointment Date, Confirmation Code, and/or Vaccine Status 

Audience

Healthcare 
Provider

Healthcare 
Location Manager

You will first need to find the appointment you wish to cancel. You can search using the recipient’s name 
or confirmation code as well as filter by the date and/or status. 

1. Search for the appointment(s) you need to cancel 
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Step 3 of 5: Cancel Up to 20 New Appointments

You can cancel up to 20 appointments at a time.

1. Click the checkbox at left of the appointments you wish to cancel (up to 20)
2. Click the CANCEL APPOINTMENT button in the upper right.  

Audience

Healthcare 
Provider

Healthcare 
Location Manager

Tips

The ability to cancel 20 
appointments at a time can be 
particularly helpful if you have 
a capacity issue and need to 
quickly cancel some 
appointments for the day that 
cannot be reassigned. 
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Step 4 of 5: Provide Cancellation Reason and Cancel Appointment

If the appointment was made through the scheduling feature in CVMS and the Recipient opted “in” for 
receiving text and/or email notifications, they will be notified of the cancellation.

1. Input a reason for cancelling the appointment(s) from the drop-down menu (you may optionally add a 
cancellation description in the free text field)

2. Click the CANCEL APPOINTMENT button to confirm the cancellation  

Audience

Healthcare 
Provider

Healthcare 
Location Manager

Tips

You may still want to follow up 
with a call to the recipient just 
to make sure they saw the 
cancellation notification.
Also, if they did not sign up for 
the text and/or email 
notifications, they will not 
know that the appointment 
has been cancelled.
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Step 5 of 5: View Appointment / Cancellation History

To view a record of a Recipient’s appointment history, navigate to the Recipient tab, locate the Recipient’s 
record, and select RELATED tab.  The Recipient’s appointment records will appear.  Selecting an appointment 
record will bring up the details of that appointment, including a CANCELLATION REASON if applicable.

Audience

Healthcare 
Provider

Healthcare 
Location Manager

Tips

You may need to reschedule 
the appointment if the 
recipient has not already 
received their vaccination. If 
they did not sign up for the 
text and/or email 
notifications, they will not 
receive a booking 
confirmation.
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Automatic Cancellations

There are a few scenarios that may result in an automatic cancellation:

1 - If a Recipient appears in TODAY’S APPOINTMENTS  (either through the Appointment Walk-In process 
or due to a scheduled appointment) but does not complete their appointment within 24 hours, the 
appointment will be AUTOMATICALLY cancelled, and their Dose Status will update to DOSE 1 (or 2) 
CANCELLED.  

2 - If a Recipient creates multiple appointments (for example at different locations in hopes of being 
vaccinated as quickly as possible), all the remaining appointments will be automatically cancelled as 
soon as one of the appointments is changed to a DOSE 1 (or 2) ADMINISTERED status.

3 - Providers using CVMS Direct (Electronic Health Record system integration with CVMS) may also 
notice cancelled appointments appearing in the system.  Those appointments are created during the 
integration process and will be automatically cancelled and marked as DUPLICATE as they are a replica 
of the scheduled appointment.

Audience

Healthcare 
Provider

Healthcare 
Location Manager
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Appendix
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Key Items:

• Hyperlinks appear as light blue and will provide additional information or navigation.

• * Asterisks are used to denote required information.

• A Toggle can be clicked to see selectable options.

• A Pen can be clicked to make edits to the field.

• Navigation Buttons can be clicked on to progress to the “next” or the “previous” step in a task.

• A Pause button can be clicked if you wish to step away / and return to your form later. You will be prompted to review your 

previously entered data upon your return/ login.

Contact Information:

• All questions should be directed to the CVMS Help Desk Portal at https://ncgov.servicenowservices.com/csm_vaccine.

Supported Web Browsers:

• Please use the latest version of Chrome, Firefox, Safari, or Edge Chromium browsers to access CVMS.
• For more information on supported browsers, see https://help.salesforce.com/articleView?id=getstart_browsers_sfx.htm&type=5
• Note: Internet Explorer and Edge (non-Chromium) browsers are not compatible with CVMS.

Additional Notes

https://ncgov.servicenowservices.com/csm_vaccine
https://help.salesforce.com/articleView?id=getstart_browsers_sfx.htm&type=5
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User Guide Change Log

Version Date of Change Changes Made Impacted Slides Author

1 3/15/2021 • Creation of guide addendum N/A Jerilyn MacLaren-Hall

2 4/7/2021 • Removed explanations on 2nd dose appointment cancellations Kevin Kauffman

3 4/16/2021
• Updated Cancellation branding with picklist
• Removed guidance to enter recipient demographic information from 1st

dose appointment booking
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